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HEE#70
Universal Containers wants to be able to assign cases based on the same criteria they use for chat .
Which feature should a consultant recommend?

A. Chat Queue-based routing

B. Case Skills-based Assignment Rules
C. Omni-channel Queue-based routing
D. Omni-channel Skills-based routing

He. C

MY

Omni-channel Queue-based routing is a feature that can enable Universal Containers to assign cases based on the same criteria they
use for chat. Omni-channel Queue-based routing allows administrators to define routing configurations and rules that determine how
work items, such as cases and chats, are routed to agents based on criteria such as availability, capacity, and skills. Verified
Reference: : https:/help.salesforce.convs/article View?id=sf.omnichannel overview.htm&type=5 :
https://help.salesforce.conys/article View?id=sf.omnichannel queue based routing htm&type=5

AE#7
Universal Containers wants to unify channels and manage agent workload with Omni-Channel routing. What required step Should a
consultant address before configuring Omni Channel?

A. Create the necessary objects in Salesforce.

B. Create a Salesforce Case to have Omni-Channel enabled.

C. From Setup, select Omni-Channel Settings and Select Enable Onni-Channel.

D. Customize service channel settings to define how the organization receives work from various

He: C

EE#72
A Service Representative transfers a Live Agent Chat to another Representative. Which two things will happen? Choose 2 answers

A. Both Service Reps can chat with the Customer.

B. The Chat Transcript and Case are transferred.

C. The Customer does not know they were transferred.

D. The Customer is shown the new Representative's Name

g. BD

MY

The Chat Transcript and Case are transferred and The Customer is shown the new Representative's Name are two things that will
happen when a Service Representative transfers a Live Agent Chat to another Representative. These are the expected behaviors of
the Chat Transfer feature, which allows agents to transfer chat sessions to other agents or queues when they need assistance or
escalation. When an agent transfers a chat session, the following things will happen:

The Chat Transcript and Case are transferred to the new agent or queue. The chat transcript is a record that captures the entire
conversation between the customer and the agent during a chat session. The chat transcript can be related to a case or other records
i Salesforce. When a chat session is transferred, the chat transcript and any related records are moved to the new agent or queue,
so they can access the chat history and context.

The Customer is shown the new Representative's Name on their chat window. This is a way of informing the customer that their chat
session has been transferred and who they are chatting with now. The customer will also see a message that says ""You have been
transferred" on their chat window.

Verified Reference: [Service Cloud Consultant Certification Guide & Tips], Transfer Chats to Other Agents or Queues



EE#73
What is a consideration when adding a report chart to a Page Layout or a Lightning Record Page?

¢ A The report must be used on a Dashboard.
e B. The report must contain a chart.
¢ C. The report must have a standard Report Type.

HE: B

MY

‘When adding a report chart to a Page Layout or a Lightning Record Page, the report must include a chart component. This is
because the visualization aspect of the chart is what's displayed on the layout, providing a graphical representation of the report data
directly on the record page for quick insights and analysis.

AE #74

Universal Containers (UC) has Excel files of customer data maintained by its service reps. All of the service reps have worked with
the same custommer contacts. UC wants to ensure that its Salesforce instance has clean data.

Which best practice should a consultant recommend?

e A Import the records and create a Flow to change the data type.
¢ B. Import the records and use Duplicate Management.
¢ C. Deduplicate the data before importing into Salesforce.

e C
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